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This report details the lessons learnt and experiences gained from a four month internship working 
as an Assistant Project Manager in the commercial division of MWH Mainzeal (MWHM). The 
company is based in Christchurch City and manages the reinstatement of all Vero Insurance’s 
earthquake related building and land damage claims in the Canterbury region as a result of the 2010 
and 2011 earthquakes and subsequent aftershocks. 
The key topics discussed in this report are as follows: 
 The background and structure of MWHM 
 The principles and importance of effective communication within MWHM 
 The use of programme and document management software and how it fits with key 
principle of programme management 
 The difference between risk management techniques learned during the MEM and those 
observed at MWHM 
The main conclusions drawn are listed below: 
 Effective communication is the single most important aspect of programme/project 
management and it essential communication is tailored to suit the intended receiver. 
 The programme and document management software systems used by MWHM fit well 
within a number of key principles found in literature, particularly reporting and risk 
management. The software packages were found to be reasonably one-dimensional in the 
principles they addressed however, the key task for which they are design are done 
extremely well. 
 Theory can sometimes differ from the real world. This is often due to theory only taking into 
account a limited number of situations compared to the infinite possibilities that can exist in 
reality. 
A number of recommendations were made and were aimed towards future students who want to 
embark on a similar type of internship. These recommendations are listed below: 
 Get as much practice in communication with as wide a range of people as possible. This 
includes both written and verbal communication.  
 Recognize that you don’t know everything there is to know and ask questions of people who 
do know more than you.  
 Ensure that you are assigned a mentor or someone that is your first point of contact when 
you run into problems. 
 Ensure that you use as many different tools and techniques as possible. This can be anything 
from software tools to drafting up a tender document.  
 Realize the limitations of your observations based on the fact that you are most likely a 
junior employee and therefore may not be privy to vital information 
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The Canterbury earthquakes of 2010 and 2011 and the subsequent aftershocks have had a profound 
impact on industries throughout the region. A prime example of this is the insurance industry. The 
damage caused to buildings and property has been massive and has put the insurance industry in 
the Canterbury region and indeed the country in a position it has never been before. This can be 
seen in two main ways: 
 The amount of money being paid out 
 The amount of individual claims being dealt with 
Due to the enormity of the task facing most insurance companies, many have enlisted the help of 
outside organizations. In particular this can be seen where damage to buildings and properties is 
concerned as the insurance companies do not have the knowledge of the construction industry 
required to be successful on such a large scale program. 
MWH Mainzeal (MWHM) is a programme management office (PMO) setup as joint venture (JV) 
between the engineering firm MWH Global (MWH) and construction company Mainzeal Property 
and Construction Ltd (Mainzeal). It was setup for the purpose of managing all Vero Insurance’s 
earthquake related building and land damage claims.  
This report details the lessons learnt and experiences gained from a four month internship working 
as an Assistant Project Manager (APM) in the MWHM commercial division. 
1.2 Description of Role and Responsibilities 
An APM is responsible for assisting the project managers in their day to day activities. Usually an 
APM is assigned to one or two project managers (PMs) to ensure a steady flow of work and a 
mentoring system. An APM’s main duties consist of: 
 Document formulation such as request for proposals and client meeting minutes 
 Ensuring the relevant data fields in CRMS (the program management system used by the 
company) are up to date 
 Communicate on behalf of the PM with external parties such as loss adjustors, claims 
handlers and contractors 
 Prepare contracts with all supporting documentation to go to the contract review board 
2. Objectives and Deliverables 
2.1 Objectives 
The objectives of this internship can be split into two sections. These are listed below: 
 Goals (Knowledge In) 
 Outcomes (Knowledge Out) 
Goals encapsulate any objectives that benefit the intern in regards to professional or personal 
development. Outcomes encapsulate any objectives that benefit the MWHM in achieving their 
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objectives, namely facilitating the repair or rebuild of commercial properties damaged during recent 
earthquakes. The goals of the internship are listed below: 
1. Develop knowledge of key programme and document management software used in the 
industry 
2. Gain experience and knowledge of how a PMO functions 
3. Evolve communication skills in a professional setting 
The outcomes of the internship are listed below: 
4. Apply knowledge and skills learnt in the MEM and compare theory with practice 
5. Add value to MWHM by working as an assistant project manager (APM) on their commercial 
reinstatement team through providing support to full project managers in facilitating the 
reinstatement of various commercial properties around the Christchurch region. 
2.2 Deliverables 
The key deliverables for this project are as follows: 
1. A report on the background and structure of MWHM  
2. Literature Review- Programme and Document Management Software 
3. Report on effective communication between all stake holders  
4. A report comparing skills learnt in the MEM with the skills required in a real world 
environment  
5. A final report summarizing lessons learned and experiences gained during the internship 
6. A presentation of progress to date in November 2012 
All the reports are included in the appendices of this final report. 
3. Evaluation of Objectives 
3.1 Develop Knowledge of Key Programme and Document Management 
Software used in the Industry 
3.1.1 Overview 
A full report on this subject has already been written and can be found in the appendices. The 
section will summarize the findings of that report. The literature review completed as part of that 
report is included in this section. 
MWHM uses two key pieces of programme and document management software. These are listed 
below: 
 Canterbury Reinstatement Management System (CRMS) for program management 
 Aconex for document management 
3.1.2CRMS 
CRMS is the program management software package used by MWHM. The software has been 
adapted from an ‘off the shelf’ product specifically for use by MWHM. CRMS stores information of 
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every single reinstatement managed by the JV and is used by nearly every staff member on some 
level. CRMS’s two key functions are: 
 Provide information on the statuses of all reinstatements managed by MWHM 
 Inform staff members when a particular reinstatement requires their action 
There are three major criticisms of CRMS. These are listed below: 
• If employees aren’t keeping the system up to date with the latest data or the data is 
incorrect, the reports drawn from the system are inaccurate. 
• Sometimes the data fields have names that do not reflect what they actually mean or names 
that are ambiguous 
• Sometimes the same data must be entered multiple times 
The first criticism is not the fault of the software itself; however the fact remains that if the data is 
not current or correct the generated reports are meaningless. An employee not entering the correct 
data usually happens for two reasons: 
 The employee forgets 
 The employee is unaware that the field is required to be filled in 
 The employee enters the data into the wrong field 
That the data fields sometimes have ambiguous names and that some data must be entered 
multiple times are large contributors to the final two points above. 
3.1.3 Aconex 
Aconex is an online collaboration platform specially developed for engineering and other related 
industries such as construction and property. Aconex’s core services are: 
 Document management 
 Project communication management 
 Process management (such as bids and tenders) 
MWHM mainly uses Aconex for document and communication management. Aconex assists MWHM 
in the following ways: 
 Allows key documentation to be found easily 
 Allows key documentation to be updated easily and transparently 
 Allows official communications to be documented and easily retrieved 
The Aconex system is a commercially available product and therefore has been extensively tested 
and most of its flaws have been resolved. The only real criticism of the Aconex system is that often 
people (particularly external users outside of MWHM) reply to Aconex mail via normal email. This 
means that their reply is not stored on the Aconex system. 
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3.1.4 Literature Review 
3.1.4.1 Purpose of Review 
The purpose of this review is to identify key principles of program management found in literature. 
This section will then go on to discuss where the current programme and document management 
software packages used by MWHM fit in relation to the principles that are identified. 
3.1.4.2 Methodology 
The information chosen for this literature review focus on the principles behind successful 
programme management, particularly within the construction industry. Three main online academic 
journal databases were used to search for relevant information. These three databases are listed 
below: 
 International Journal of Project Management 
 Journal of Project, Program and Portfolio Management 
 Project Management Journal 
When selecting information for this review, no source published before the year 1991 was 
considered in order to ensure the information reviewed is relatively current. This has resulted in the 
oldest piece of information used in this review being published in 1991. 
When search these three databases, the following key words and phrases were used: 




The following key words and phrases were specifically excluded: 
 “Production management” 
 “Process management” 
These two phrases were excluded as information about programme management relating to 
industrial process and production is not in the scope of this review. 
A general Google search was also conducted using similar key words to those above. 
3.1.4.3 Results and Findings 
Using the methods documented above, six articles were found that contained relevant information. 
The six articles were read and key information was extracted from them. This information can is 
summarized in Table 1 below. The table includes the key principles of programme management 
found in each article. This table is only a summary and full reviews of each article listed can be seen 





Table 1: Summary Information from Literary Review Articles 
Article Title Author Year 
Published 






pragmatic approach  
Z. Shehu, 
A. Akintoye 
2009 The key points made by the article are: 
 Awareness and understanding of programme management in the construction industry is 
poor due to a lack of clarity in definitions. 
 Programme management is not the same as project management, but rather an integrated 
approach that can streamline the effective delivery of projects 
 Planning a group of projects with common tools and techniques is another important aspect 
of any effective programme management organization. 
A perspective on 
project management 
D. Haughey 2001 Definition of programme management: A group of related projects carried out to achieve a defined 
business objective or benefit 
 
Key desirable features of programme management systems: 
 Programme planning 
 Resource scheduling 
 Budget planning 
 Time planning 
 Progress reporting 
 Communications plan 
 Risk analysis 
 Issues management 
 Quality management 
 Programme health check 
 Reporting 
 








2011 The key points made by the article are: 
 Programme management is not the same as project management and this is seen in that 
good project managers do not always make good programme managers 
 Risk management is a crucial part of programme management 
 Excellent communication skills are vital in programme management 
Program Management 
Organization Maturity 
Integrated Model for 
Mega 
Construction 
Programs in China 
G. Jia,  
Y. Chen,  
X. Xue, 
J. Chen,  
J. Cao,  
K. Tang 
2011 This article places a heavy weighting on the value of the SCMI framework as it appears in both the 









M. Thiry 2004 The key point here is the difference between programme and project management. The main difference 
being that programme management is more strategic and long term whereas project management is 
more tactical and short term. The longer term aspect of programme management means that using a 
cyclic process to improve aspects of the programme. There are two characteristics that would make 
programme management the most suitable methodology to ensure successful implementation of 
strategies; they are: 
 The concept of a cyclic process, which enable regular assessment of benefits, evaluation of 
emergent opportunities and pacing of the process. 
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 An emphasis on the ‘‘interdependability’’ of projects, which ensures strategic alignment. 
 
The life cycle phases of programme management are: 
 Formulation 
 Organization 
 Deployment  
 Appraisal 
 Close out 
 
The first four phases are iterative and ensure continuous improvement of the programme. When the 
programme finally ends, only then is the close out phase entered. 
Seven Key Principles 
of Program and 
Project Success 
V.J. Bilardo 2008 the seven key principles critical to program and project success listed below: 
 
1. Establish a clear and compelling vision 
2. Secure sustained support from the top 
3. Exercise strong leadership and management 
4. Facilitate wide open communication 
5. Develop a strong organization 
6. Manage risk 
7. Implement effective systems engineering and integration 
 
 
3.1.4.5 Discussion of Literature Review Findings 
3.1.4.5.1 Overview 
This section will discuss the common themes found in the literature review concerning the principles 
of project management and will then discuss where programme and document management 
software (in particular the ones used at MWHM). The common themes to be discussed are listed 
below: 
 Programme management is separate from project management 
 Successful programme management requires a culture of continuous improvement 
 Managing risk is an essential part of programme management 
 The importance of reporting 
3.1.4.5.2 Programme Management is a separate from Project Management 
Nearly all the articles reviewed acknowledge that programme management is a separate discipline 
from project management and therefore adapting project management techniques to fit 
programme management situations is unacceptable. The key difference between programme and 
project management is that the former is concerned with more long-term strategic goals while the 
latter is concerned with short-term tactics. The difference is highlighted by the fact that good project 
managers do not always make good programme managers. 
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Remembering that programme and project management are two different disciplines can easily be 
related to the use of project management software packages in a programme management 
environment. It is crucial that programme management organizations realize the need for 
specialized software rather than relying on project management software to do the job. MWHM’s 
use of CRMS as their programme management package is an excellent example of this as they 
identified the need for a specific programme management system that was not available off the 
shelf and implemented their own. 
3.1.4.5.3 Successful Programme Management relies on a Culture of Continuous 
Improvement 
Many of the articles reviewed sate that due to the long-term nature of programme management the 
opportunities for the continuous improvement of procedures and processes are numerous. On the 
surface, this statement appears inconsistent as there are ample opportunities to continuously 
improve project management processes by reviewing what worked and what didn’t in previous 
projects and applying the lessons learnt to future ones. The obvious omission here is that projects 
often vary quite markedly, so the lessons learnt during one project may not be applicable to 
another. Following this logic, the more standardized and less complex the projects within a 
programme are the easier improvements can be made. Evidence of this can be seen in the 
automobile manufacturing industry as its processes are highly standardized and repetitive with the 
like of Toyota implementing a policy of continuous improvement with great success. 
The use of CRMS at MWHM as a programme management tool is an excellent example of the 
continuous improvement process:  
 The software provides standardization of what and how information on reinstatements is 
collected. This is because the information required to be entered into CRMS essentially is the 
same for every reinstatement.  
 The reports that CRMS generates provide an excellent way to measure if targets are being 
met and also measure the effect of specific changes in procedures etc.  
 The ability to measure gives management greater control in making strategic decisions 
 CRMS is constantly being improved based on feedback from employee  
3.1.4.5.4 Managing Risk is an Essential Part of Programme Management 
All the articles reviewed refer to risk management as being a key component in successful 
programme management. Due to the long-term strategic nature of programmes, many of the 
associated risks have major implications in terms of organizational objectives and goals. 
Managing risk is one of the key purposes of MWHM and has many policies and process to assist in 
this purpose. Both CRMS and Aconex can be seen as tools in managing risk for the company. Due to 
the sheer amount of reinstatements that MWHM manages for Vero, it is extremely important that 
none get left behind or forgotten about. CRMS tracks the progress of every single reinstatement 
managed by the JV and this information is visible to every person in the company ensuring that 
reinstatements that show no activity for a long time can be flagged and brought to the attention of 
the appropriate person. CRMS also enables the smooth transmission of reinstatements between 
project managers in the case of a staff member leaving the company etc. This enables the new PM 
to quickly pick up where the old PM left off as all the information on the particular reinstatement is 
held in the same place. 
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Aconex also assists MWHM in managing risk. The transparency of the Aconex system in both 
document and communication management is a vital part of this. The system ensures that MWHM 
does not get held wrongly accountable for miscommunication and errors in documentation as 
Aconex tracks every piece of communication sent through the system as well as all changes to 
documentation. Aconex’s security also helps MWHM manage risk as much of the information it 
contains is sensitive and Aconex will only allow external users of the MWHM Aconex network to see 
specific information.  
3.1.4.5.5 The Importance of Reporting 
Reporting on various aspects of a programme is another point that many of the articles reviewed 
highlight as important. Being able to report on the current state of all aspects of the programme is 
important for two reasons: 
 Ability to show programme progress to internal and external parties 
 Information from reports provide inputs to other crucial programme management processes 
such as 
o Programme planning 
o Resource scheduling 
o Budget planning 
o Time planning 
o Risk analysis 
Programme management software is the most crucial tool in the reporting process and the ability of 
that tool to produce detailed reports is essential. CRMS is a powerful reporting tool as it contains 
large amounts of data on the progress of every reinstatement managed by MWHM. The reports that 
CRMS generates are used by senior management for planning, reviewing the effectiveness of 
recently adopted processes, informing external stake holders of processes and ensuring that no 
reinstatements get left behind. 
The quality of the information used in these processes is vital in ensuring they are effective. Again 
the reports CRMS produces make up a large part of the information used in these processes at 
MWHM. The quality of the information provided by these reports is somewhat subjective. In terms 
of level of detail the information is high quality as CRMS can generate reports on almost every data 
field within the programme; however sometimes the data presented is not accurate as the system 
relies on PMs entering the correct data as soon as progress is made. 
3.2 Gain experience and knowledge of how a PMO functions 
This section relates to the report written on the background and structure of MWHM, which can be 
found in the appendices. 
A PMO can be defined as “an organizational body or entity assigned various responsibilities related 
to the centralized and coordinated management of those projects under its domain.”1 Essentially, a 
PMO is responsible for the delivery of a programme or programmes and their related projects. This 
is usually done through the use of numerous project managers assisted by other staff. 





The structure of MWHM relates a lot to how the company functions. MWHM employs a slightly 




 Support services 
The domestic and commercial divisions each contain their own project manager (PM), quantity 
surveyor (QS), administration and management teams. These are broken into further divisions called 
Pods each basically independent of each other. The reason why MWHM’s organizational structure is 
not completely divisional is that while the support services e.g. IT and health and safety have their 
own administration staff, their core purpose is to support both the commercial and domestic teams. 
This is more akin to a matrix structure. 
Reinstatements are first assigned to a particular POD via senior management and then the POD lead 
will assign the reinstatement to a particular project manager. The PM will then be directly assisted 
by the QS and APMs assigned to the POD. 
3.3 Evolve Communication Skills in a Professional Setting 
The section relates to the report written on effective communication and can be seen in the 
appendices. 
The attributes of effective communication can be defined by the “7 C’s of Communication”.2 These 
attributes are listed below: 
 Correctness: Ensures all information is correct 
 Clarity: Ensures all information is easily understood 
 Completeness: Ensures all essential and relevant information is included 
 Conciseness: Ensures that information is to the point and not unnecessary 
 Consideration: Ensures the information is of use to the recipient 
 Concreteness: Ensures that the sources of the information are reliable 
 Courtesy: Ensures the information is transmitted in a way to maintain positive relationships 
The project managers of the commercial division at MWHM are required to communicate with a 
variety of stakeholders. The main groups are listed below: 
 Owner of the building/insurance policy holder (The principle) 
 Contractors 
 Vero Claims Handlers 
 Loss Adjustors 
While all seven attributes remain important at all times, some attributes are more important than 
others when dealing with particular stakeholders. Table 1 below summaries which attributes are 
crucial when dealing with particular types of stakeholder and the reasons why they are more 
important than the others.  
                                                          
2
 Effective public relations: pathways to public favour, Scott M. Cutlip, Allen H. Center, 1952 
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Table 2: Summary of crucial communication attributes when dealing with different types of stake holders 
Stakeholder Crucial Attributes Reasons 
Policy Holder Consideration, Clarity  Little knowledge of construction 
industry 
 Reinstatement appears complex to 
outsiders 
Contractor Courteousness, completeness  Maintaining key relationships with 
contractors crucial as capacity of 
construction industry is reached 
 All relevant information must be 
provided to ensure no mistakes and 
efficient contact process 
Claims Handler Correctness and completeness  Ensure funds are approved as quickly as 
possible 
Loss Adjustor Correctness and Concreteness  Gaining loss adjustor trust in the 
information provided essential to 
speeding up processes 
3.4 Apply Knowledge and Skills learnt in the MEM and compare Theory 
with Practice 
This section will compare the risk management techniques learnt during the MEM with those used 
at MWHM particularly by project managers. The full report on this topic can be found in the 
appendices. 
According to the standard ISO 31000, the Risk Management process can be broken into the 
following parts3: 
 Communication and consultation: Includes both external and internal stakeholders. 
 Establishing context: Includes the statement of objectives, definition of internal and external 
criteria when managing risk, setting of scope and risk criteria for the remainder of the 
process. 
 Risk Assessment 
o Risk Identification: Identifies all possible risks, both positive and negative as well as 
risks from not pursuing particular courses of action. 
o Risk Analysis: Develops an understanding of the risk, its causes, consequences and 
the probability of its occurrence. 
o Risk Evaluation: Makes decisions based on the results of the risk analysis about 
which risks need to be treated based on guidelines set out in the context.  
 Risk Treatment: Prescribes treatment strategies to mitigate negative effects of risks and 
capture the positive ones. 
 Monitoring and review: Provides feedback to ensure the risk management process can 
improve. 
At MWHM, most risk management strategies and decisions are formulated at a senior management 
level i.e. the level above POD lead. This means that the risk management required by PMs is usually 
                                                          
3
 ISO 31000:2009 
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prescribed and is part of the risk treatment process. This is at odds with theory which states that 
PMs should manage the risks associated with their projects. Management have decided to take this 
course of action as PMs will manage many small value similar projects rather than only a few unique 
high value ones. Therefore, standardization of processes that include risk management strategies is 
the safest option. However, PMs do also play a part in the monitoring and review process as they are 
often best placed to give feedback on how certain risk treatment strategies are working as they are 
the ones implementing them. 
The roles that the PMs do have in the risk management process are listed below: 
 Communication of risks to contractors and stakeholders 
 Maintenance of key relationships with contractors 
 Providing feedback on risk treatment strategies 
 The table below summarizes the findings when theoretical risk management learnt in during 
the MEM programme is compared to actual risk management observed while working at 
MWHM. 
The table below summarizes the findings when theoretical risk management learnt in during the 
MEM programme is compared to actual risk management observed while working at MWHM. 
Table 3: Summary of comparison between theoretical and practical risk management 
Component of Risk 
Management Process 








Establishing Context Yes, it is evident 
through briefings by 
senior management 
that a context has 
been established and is 
reviewed constantly 
Senior Management There are no 
differences here apart 
from the fact that this 
is only done at senior 
management level 
rather than the PM 
level.  
Risk ID Yes, again through 
briefings by senior 
management it is clear 
that the identification 
of risk is an important 
and on-going process 
Senior management There are no 
differences here apart 
from the fact that this 
is only done at senior 
management level 
rather than the PM 
level. 
Risk Analysis The risk analysis 
process is not overtly 
visible, however it is 
assumed to take place 
as risk evaluation 
cannot happen 
without risk analysis 
Senior Management Differences between 
theory and practice are 
difficult to comment 
on for this process as 
the methods used by 
the company are not 
overtly visible. Again 
however, senior 
management are the 
only staff involved 
rather than the PMs. 
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Risk Evaluation This process definitely 
takes place as senior 
management usually 
have a certain risk that 
they stress as more 
important than others 
Senior management There are no 
differences here apart 
from the fact that this 
is only done at senior 
management level 
rather than the PM 
level. 
Risk Treatment This processes 
definitely happens as a 
number of risk 
treatment strategies 
can be seen in action 
on a daily basis 
Senior Management 
Most other staff 
members 
The key difference her 
is that while most staff 
members are involved 
in this process, Senior 
Management are the 
only ones involved 
with actually devising 
the treatment 
strategies. Other staff 
members are involved 
only in the 
implementation of the 
treatment strategies. 
Monitoring and Review This process definitely 
occurs as many of the 
original treatment 
strategies are modified 






facilitating and taking 
action on this process, 
all other staff are 
crucial in providing the 
feedback necessary to 
evaluate the 
effectiveness of chosen 
treatment strategies 
 
3.5 Add Value to MWHM by working as an APM 
Value is believed to have been added for the following reasons: 
 The progression of a number of reinstatements through to later stages of the process 
 Positive comments from POD lead and senior PM 
The key metric used here when considering progression of reinstatements is the amount of 
contracts sent to and approved by the contracts review board which would have numbered around 
twenty. Getting contracts through the review board is a crucial step before getting them signed 
which is a key metric that is reported on to Vero. 
4. Conclusions 
There are a number of conclusions that can be drawn from the experiences gained during this 
internship. First and foremost, effective communication is the most vital part of programme and 
project management. It is essential that the recipient of the communication is taken into account 
and the communication be tailored to suit their needs. This can be seen first-hand at MWHM as 
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employees and in particular project managers are required to communicate with a number of 
stakeholders on a daily basis. 
Programme and document management software systems are crucial tools within a PMO. It is 
important that the systems chosen have features that align with the needs of the company; however 
the benefits of having a unique system designed specifically for the company must be weighed up 
against time and budget constraints. This can be seen in the use of CRMS at MWHM as the system 
performs its core task of progress reporting extremely well even though there are still a few bugs to 
fix. Choosing to tailor a system specifically for the needs of the company was the right choice in this 
instance as no off the shelf product would have been suitable. MWHM are also very conscious that 
CRMS is an imperfect system and have a number of strategies in place to improve it. It is interesting 
to note that while both systems used at MWHM align with a number of principles of programme 
management found in literature, there are a number of principles which do not bear any relation to 
these systems. Again, this because they are very specific tools designed to offer a very specific 
service and must be treated as such and not relied upon to perform functions for which they were 
not designed. 
The experiences gained at MWHM highlight that theory can sometimes differ from the real world. 
This is often due to theory only taking into account a limited number of situations compared to the 
infinite possibilities that exist in reality. A prime example of this is risk management techniques seen 
with MWHM. MWHM obviously follow the general guidelines set out by the ISO standard for risk 
management however, it is interesting to note that the project managers have very little to do with 
the risk management process apart from the implementation of risk treatment strategies. This is due 
to the highly repetitive nature of the projects they manage. Many processes can therefore be 
standardized which is a positive outcome from a senior management point of view as it further 
minimizes risk. However, this standardization can have a negative impact on employee morale, 
particularly in the case of the project managers. Many of the PMs are used to managing risk 
themselves and having more authority in general and the prescriptive nature of the work could lead 








5. Reflective Summary 
5.1 Overview 
The structure of this section is based on an After Action Report (AAR).4 For the sake of clarity, the 
findings are presented in the table below. This table is divided into two main sections: 
 Review of learning outcomes from stated objectives 
 Review of unanticipated learning outcomes from 
5.2 Findings 
Table 4: Relective Summary Table 
Review of Stated Objectives 
Objective Performance Evaluation Suggested 
Improvements/Comments 
Develop knowledge 
of key programme 
and document 
management 
software used in the 
industry 
 
Two software packages 
were used on a daily 
basis. CRMS for 
programme 
management and 
Aconex for document 
management 
A report was written 
consisting of an 
evaluation of the 
software’s 
performance as well as 
where the software 
fitted with the 
principles of 
programme 
management based on 
a literature review 
As both systems were 
used on a daily bases, 
an in depth 
knowledge of how 
each system worked 
was gained. 
 
The report enabled 
an objective review of 
the systems and a 
better understanding 
of where software fits 





The fact that only two 
software packages 
were used suggests 
that while the 
knowledge gained 
was reasonably in-
depth, the breadth of 
knowledge was 
lacking. This is 
especially true as 
CRMS is a company 
specific system. 
To improve the breadth of 
knowledge gain, the intern 
could attempt to use other 
readily available software 
packages. A good example 
of this is Microsoft Project.  
 
However, this would need 
to be done out of work 
hours as it is not directly 
applicable. Even though 
this would lead to a 
greater breadth of 
knowledge, the knowledge 
gained would not be as 
comprehensive as that 
gained on systems used at 
work due to time 
constraints. 
Gain knowledge of 
how a PMO 
functions 
Working full time in a 
PMO for a number of 
months has greatly 
increased the my 
knowledge of what a 
Due to the full 
emersion into the 
PMO setting, the 
depth of knowledge 
gained was as 
Nothing much can be done 
to improve the lack of 
understanding of how a 
PMO functions on all 
levels as it is extremely 










The only issue here is 
that not every level of 
functionality can be 
viewed from a low 





practices of senior 
management are 
concerned only 
outputs of processes 
at this level were able 
to be observed. This 
limits the depth of 
knowledge able to be 
gained.   
unlikely that an intern will 
be taken on as anything 
higher than a junior 
employee.  
 
Possible ways around this 
are to organize special 
sessions with senior 
management to observe 
what they do e.g. attend 
meetings with them. 
Again, doing this in reality 
is extremely unlikely as it 
is time consuming for 
senior management and 
many of the topics 
discussed in meetings etc. 
are sensitive. 
 
Arranging these types of 
sessions should have been 
done prior to the 
internship commencing to 








were greatly enhanced 
through the 
communication with a 
variety of stakeholders 
on a daily basis 
The key factor that 
enabled the 
development of my 
communication skills 
was the fact that I 
was communicating 






and members of the 
public. Adjusting to 
suit each of these 
different groups was 
a major challenge at 
first. 
 
This is where a 
number of key 
principles learnt 
during the MEM 
apply, specifically that 
effective 
communication 
The best way to learn how 
to effectively 
communicate with 
different stakeholders is 
both by actually doing it 
and watching an 
experienced person and 
review how they go about 
it.  
 
It is important however, to 
critically review other 
people’s methods as 
sometimes they are not 








tailored towards the 
other party.  
 
A good example of 
this is the differences 
between dealing with 
a contractor and an 




of the construction 
industry so the use of 
construction jargon is 
appropriate and often 
essential to give 
credibility. On the 
other hand using 
construction jargon 
when communicating 
with building owners 
can confuse them. 
Compare theory 
learnt during the 
MEM with practice 
Observations were 
made and a report was 
written on the 
comparison of the risk 
management process 
used by MWHM and 
the one found in 
theory. 
It was found that the 
basic theoretical 
frame was being 
followed concerning 
risk management at 
MWHM. 
 
The major difference 
came in which levels 
of employees were 




At MWHM the Senior 
Management is 
responsible for all the 
risk management 
processes with lower 
level employees such 
as PMs contributing 
to certain aspects. 
This is at odds with 
theory as it is 
Due to the lack of 
transparency from a junior 
employee perspective in 
many processes 
conducted by senior 
management it is difficult 
to gain a full 
understanding of the 
processes in question. 
 
As risk management is 
mostly conducted at this 
level, a full appreciation of 
the processes used at 
MWHM was not possible.  
 
As stated in the previous 
sections this could be 
remedied by interviewing 
senior management 
directly, however time and 
information sensitivity 





that PMs have a 
much higher 




This is due to the 
nature of the 
business that MWHM 
conducts. PMs 
manage multiple 
relatively small and 
similar projects this 
leads the way for the 
standardization of 
many associated 
processes. As these 
processes are 
implemented from a 
senior management 
level the risk 
associated is also 
managed at this level. 
 
Again, arranging these 
types of sessions should 
have been done prior to 
the internship 
commencing to give senior 
managers time to prepare. 
Add value to 
MWHM by working 
as an APM in the 
company’s 
commercial division 
Around four months 
were spent in this role 
and the value added 
can be seen in two 
ways: 
 
 A large number of 
reinstatements 
were progressed 
to later stages in 
the reinstatement 




approved by the 
internal review 
board 




POD lead and 
senior PM 
A reasonable amount 
of value was added 
through this 
internship especially 
considering its length 
and allowances for 
training and 
familiarization.  
One key milestone 
that was not reached 
was the self-
management of any 
reinstatements as all 
reinstatements 
worked on were the 
responsibilities of 
others. This was 
mainly due to the 
brevity of the 
internship not 
allowing time for a 
reinstatement to be 




The changing of 
More value could have 
been added to the 
company by letting the 
intern manage their own 
reinstatements; however 
the length of the 
internship would have to 
increase dramatically from 
four months to around 9. 
Given the time constraints 






managers is avoided 
at the company and 
completely taking 
over a reinstatement 
would result in it 
changing hands at the 
end of the internship 
as there would be 
insufficient time to 
complete the 
necessary processes. 
Unanticipated Learning Outcomes 
Area Outcome Evaluation Suggested Improvements 





processes and terms 
was gained as a 
result of working in a 
construction 
environment 
Much of the knowledge 
gained was through 
interactions with senior 
PMs within the 
company. Many of 
these PMs had vast 
amounts of 
construction experience 
and were extremely 
helpful in explaining 
various things to do 
with the industry. 
 
Knowledge was also 
gained through reading 
various technical 
reports on the state of 
various properties. In 
addition, it was 
extremely beneficial to 
be able to attend site 




Gaining this knowledge 
was a key part in 
becoming a competent 
member of the PM 
team at the company as 
PMs are expected to 
have a reasonable 
knowledge of the 
industry. 
Listing this as a key 
objective at the beginning 
of the project would have 
been extremely beneficial 
to ensure the maximum 
benefit was derived. This 
would help formalize the 
process and cement the 
knowledge gained. 
 
Also, background research 
on various construction 
techniques and terms 
when they are 
encountered would have 
been extremely useful, 
and any further questions 






The recommendations in this section are based on the information in the reflective summary from 
the previous section and are aimed towards future students who want to embark on a similar type 
of internship in project/programme management to ensure they get the most out of their 
investment. Again, the information is presented in table for clarity. 
Table 5: Summary Table of Recommendations 
Area of Advice What to do What not to do What to improve 
Effective 
Communication 
Ensure as much 
practice as possible 
 
Analyse the methods 
of others with more 
experience  
Do not copy other 
people’s methods 
blindly as they could 
possibly have faults 
Empathy with the party 
being communicated 




Ask questions when 
unsure as most people 
are willing to help. 
 
Ensure that you are 
assigned a mentor as 
part of your internship 
Do not assume you 
know everything 
about a particular 
topic even if you 
have encountered it 
before. 
 
This is extremely 
important as many 
processes and 
techniques are highly 
contextual. 
Identifying people who 
know the most about 
particular subjects to 
ensure maximum benefit 
is gained from other 
people’s  experiences 
Exposure to a variety 
of processes 
Ensure that you use as 
many different tools 
and techniques as 
possible. This can be 
anything from 
software tools to 
drafting up a tender 
document. 




Building up a wide 
knowledge base 
Internship Planning It is extremely 
important to plan your 
internship (even if it is 
only at a high level)  in 
regards to what you 
will be doing and what 
you wish to get out of 
it 
Do not expect to be 
able to do everything 
and have access to 
information on every 
aspect of the 
company, especially 
if you have not 
requested it at the 
start of the 
internship 
Even if the internship 
consists of full time work 
for a number of months, 
it essential to remember 
that the observations 
used to formulate 
opinions and conclusions 
are limited. 
 
This is because a lot of 
the time the intern will 
not be privy to all 
aspects of information 
and the observations are 
from the point of view of 
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A. Company Background and 
Structure Report 
1. Introduction 
MWH Mainzeal (MWHM) is a project management office (PMO) setup as joint venture (JV) between 
the engineering firm MWH Global (MWH) and construction company Mainzeal Property and 
Construction Ltd (Mainzeal). This report describes the background of the JV and the background of 
its parent companies as well as discussing the environmental context within which MWHM operates 
along with analysing the organizational structure of the JV. 
2. Company Backgrounds 
2.1 MWH Global 
MWH Global is an international engineering firm specializing in wet infrastructure projects. The 
company currently has 7,500 employees working in 180 offices located in 31 countries around the 
world.5 MWH was the result of a merger of three major companies. These companies are listed 
below: 
 James M. Montgomery (JMM) Consulting Engineers 
 Watson Hawksley 
 Harza Engineering Company 
The mergers happened at different times with JMM Consulting engineers merging with Watson 
Hawksely in 1992 and the Harza Engineering Company being included in 2001.6 
In terms of its New Zealand operations, MWH has 16 offices throughout the country with its head 
office in Christchurch. MWH’s main projects in New Zealand are based around hydro-electricity 
hence why its head office is in the south Island. 
2.2 Mainzeal Property and Construction Ltd 
Mainzeal Property and Construction Ltd is one of New Zealand’s largest commercial construction 
companies. Mainzeal employ over 400 staff from a large number of construction disciplines based in 
6 offices around the country with the head office being located in Auckland.7  
Mainzeal was founded in 1968 as the New Zealand branch of Australian company Mainline 
Corporation Ltd. In 1969 Mainline Corporation of New Zealand became a separate NZX listed 
company and in 1975 changed its name to Mainzeal Corporation Ltd. The Richina holding company 
was created when Mainzeal acquired a New Zealand leather business (since sold) and in 1996 it 









changed its name to Richina Pacific (retaining the Mainzeal name for its construction unit) and 
started investing in China.8 
2.3 MWH Mainzeal 
MWH Mainzeal was created following the large earthquake in the Canterbury region of New Zealand 
in September 2010. MWHM’s core purpose is assisting Vero Insurance New Zealand Ltd (Vero) in 
managing the reinstatement of all its insured buildings affected by earthquake damage following the 
earthquakes of 2010 and 2011 and their subsequent aftershocks.9 The company began with only a 
handful of employees, but as the magnitude of the damage was realized the company rapidly grew 
and now employs over 200 people. 
 MWHM assists Vero in managing the reinstatement of all earthquake damaged buildings insured by 
Vero. To do this MWHM employs three main types of staff: 
 Project Managers 
 Quantity Surveyors 
 Administration/Support Staff 
The reinstatement process is a relatively long and complex one as it involves everything from initial 
inspections and technical reports to engaging a contactor to do the repair work to arranging 
payments and final sign-offs on completed works. The reinstatement process can be broken down 
into four key stages. Each of the phases is shown below along with a brief description. 
 Verification 
o  Initial damage reports and scoping 
 Pre-Construction 
o Contractor is engaged to tender for work 
 Construction 
o  Monitoring and payment of work completed 
 Close-out 
o Final payment and sign-off of works 
Due to the amount of damage caused by the earthquakes, MWHM was split up into two separate 
division; Commercial and Domestic. Commercial deals with buildings used for commercial purposes 
and Domestic for residential. 
3. Environmental Context 
3.1 Overview 
The Canterbury earthquakes of 2010 and 2011 had severe impacts on many of the region’s 
industries, none more so than the construction sector. MWHM operates within this sector and 
therefore understanding this sector is crucial to understanding the company. This section of the 
report will discuss how the construction industry in Christchurch has changed as a result of the 
earthquakes focussing on the following points: 








 Communication between multiple stakeholders 
 Construction techniques 
3.2 Capacity 
The construction sector faces a substantial increase in demand following the earthquakes. The scale 
of the rebuild will drive construction sector activity in the region for the coming decade.10 The 
Reserve Bank of New Zealand estimates the cost of rebuilding and repair to be $20 billion dollars in 
2011 prices.11 This increase in demand is across all construction related disciplines such as 
engineering and architectural services as well as the trades. This has a profound impact on how 
MWHM conducts its business as one of its key roles is to secure the services of businesses in the 
construction sector. MWHM realize that to be effective they must maintain key relationships within 
the construction industry to ensure that the necessary services are available to complete work on 
properties they are responsible for. The following areas have been identified as crucial in 
maintaining these relationships: 
 Communication 
 Prompt payment 
 Workload monitoring 
While the first two points are self-explanatory, the third relates to ensuring that a particular 
contractor or construction related service provider has enough work so that they don’t need to look 
elsewhere but not so much so they are overloaded. 
Another key point about capacity is while MWHM does everything it can to manage the potential 
problems, sometimes the issues are out of the company’s hands. This usually occurs when a 
company that MWHM has chosen to complete a particular piece of work, experiences capacity 
problems with one of its sub-contractors. An example of this is a construction company waiting on 
designs from structural engineers.  
3.3 Communication between Multiple Stakeholders 
Communication between multiple stakeholders has always been a key aspect of the construction 
industries and particularly in the field of project management. These stakeholders usually consist of 
three main types of people. These are listed below: 
 Clients 
 Contactors 
 Professional service providers 
The key group of stakeholders that the earthquakes have introduced is insurance companies and 
related services. This is due to the fact that the majority of construction works in the region in the 
short to mid-term future will be funded by insurance companies. This type of stakeholder can be 
broken into two groups: 
 Insurance companies 
 Loss adjustor firms 
                                                          
10
 “The Economic Impact of the Canterbury Earthquakes”, M. Parker and D. Steenkamp, 2012 
11
 “The Economic Impact of the Canterbury Earthquakes”, M. Parker and D. Steenkamp, 2012 
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As these two groups have the final say on the distribution of funds, they hold major sway in the 
decision making process and need to be informed constantly of the situation relating to individual 
claims. 
3.4 Construction Techniques 
As the rebuild of Canterbury progresses, it is being discovered that construction techniques required 
to repairing damage caused by the earthquakes are often relatively novel in New Zealand. An 
example of this is external carbon-fibre reinforcing to structural building elements. There are very 
few businesses in New Zealand let along Canterbury that have the knowledge or expertise to either 
design or carry out repairs using this method and as a result there can be delays in both getting the 
work done and getting the repairs signed off by building authorities. MWHM has identified a need to 
keep its employees informed of these new construction techniques and does so by providing 
opportunities to attend seminars and workshops. 
4. Organizational Structure 
4.1 Overview 
MWHM employs a slightly modified divisional structure12 as the company is split into three main 
divisions. These are listed below: 
 Commercial 
 Domestic 
 Support services 
The domestic and commercial divisions each contain their own project manager (PM), quantity 
surveyor (QS), administration and management teams. These are broken into further divisions called 
Pods each basically independent of each other. The reason why MWHM’s organizational structure is 
not completely divisional is that while the support services e.g. IT and health and safety have their 
own administration staff, their core purpose is to support both the commercial and domestic teams. 
This is more akin to a matrix structure.13   
4.2 Analysis 
The mostly divisional slightly matrix organizational structure that MWHM employs works well for the 
company. The main reason the divisional structure works so well is that the work carried out by each 
division is easily and clearly separable first by work type (commercial or domestic) and then by 
property location within the region. The divisional structure enables each group to put all its 
available resources into their work and meet their targets. This clear separation of work types also 
effectively eliminates the need for communication and coordination between divisions which can 
often be a negative result of a divisional structure14. Even though this lack of communication 
between divisions does not have any negative impacts on the performance of the business it may 
result in a slight lack of camaraderie between divisions mainly  because of the lack of interaction 
particularly between the domestic and commercial teams at the mid to lower levels as the offices 









are very geographically separate. However, in reality each team is large enough to compensate for 
this and as stated previously, there are no tangible impacts on either performance or morale as a 
result. 
The use of a more matrix-like structure for incorporating the support services into the company as 
many of these departments need to communicate between themselves as well as other divisions. An 
obvious example of this is the IT department. This department provides a key service to every other 
department in the company and therefore communication and coordination is essential. Having a 
single IT department manage the entire companies IT system means that the department is able to 
easily keep track on all the systems being used and ensure compatibility across the entire network. 
However, the main drawback of this structure is that other departments must compete for support 
services resources and the support service departments must prioritize and allocate resources to 
problems from different departments. MWHM has ensured that most support staff departments are 
sufficiently resourced to overcome this potential problem. However, there are a couple of 
departments which struggle to keep up with demand mainly due to lack of staff. An example of this 
is the health and safety team, which currently has only one staff member. 
5. Conclusions 
MWHM operates within a complex and sometimes novel environment. The company has realized 
this and responded with a number of measures to negate any potential problems in this regard. To 
date these measures have worked well and the problems have not yet become real hindrances. 
However, a number of these issues, particularly industry capacity will increase in magnitude as the 
rebuild of Canterbury progresses. It is imperative that MWHM identifies this and continues down the 
path of maintaining key relationships within the construction industry as well as forging new ones.  
In terms of organizational structure MWHM makes good use of both the divisional and matrix 
organizational structures. The fact that work type can be so easily distinguished between and 
domestic and commercial divisions eliminates one of the divisional structures key weakness of 
communication between divisions. The matrix structure for support services also works well, 
however there are some issues with workloads of some of the support departments which could be 
resolved by adding extra staff.  
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B. Review of Document and 
Programme Management Software 
1. Introduction 
The use of appropriate information technology systems is key theme in program management, and 
this sentiment holds true at MWHM. With the rise of the computer and electronic document 
formats, management software packages for program management have become an integral part of 
business. In addition to this, separate document management packages have all so become 
extremely important in the program management process. This report will discuss the two software 
packages MWHM use for program and document management and where they fit with key 
principles of program management found in literature. 
2. Definitions 
2.1 Program Management Definition 
The International Association of Project and Program Management (IAPPM) defines program 
management as “the active process of managing multiple global workstreams or projects which 
need to meet or exceed business goals according to a pre-determined methodology or life-cycle. 
Program management focuses on tighter integration, closely knit communications and more control 
over program resources and priorities."15 The key parts of this definition that differentiate program 
management from project management are “multiple… workstreams or projects” and “tighter 
integration… communications and… control”. 
2.2 Document Management Definition 
Document Management can be defined as “the process of handling documents in such a way that 
information can be created, shared, organized and stored efficiently and appropriately. For many 
businesses, the focus of document management is on the organization and storage of documents. 
They want to be able to store documents in an organized and secure way that still allows documents 
to be found easily.”16 The first instance of document management involved organizing and storing 
hard copies of business documents. With the invention of the computer, software packages were 
developed to first of all manage paper based documents and then electronic documents. These 
software packages are called Document Management Systems (DMS). 
3. Software Packages Used at MWHM 
3.1 Overview 
This section will describe the two program and document management software packages used at 
MWHM. 








CRMS or Canterbury Reinstatement Management System is the program management software 
package used by MWHM. The software has been adapted from an ‘off the shelf’ product specifically 
for use by MWHM. CRMS stores information of every single reinstatement managed by the JV and is 
used by nearly every staff member on some level. CRMS’s two key functions are: 
 Provide information on the statuses of all reinstatements managed by MWHM 
 Inform staff members when a particular reinstatement requires their action 
A lot of the information that is entered into CRMS is in the form of forecasted and actual dates for 
key task completions. However, there are a number of other key forms of information. The main 
types are listed below: 
 Reinstatement background information such as contact details for the principle reference 
numbers and names of the loss adjustor and claims handler responsible for the 
reinstatement 
 Financial data such as the amount the property is insured for, contracts for work on the 
property and invoices for work done. 
 Information as to whether the reinstatement is on hold pending a decision of a particular 
party 
 Links to relevant documents held in the company’s document management system 
 A notes section 
 A history of changes and who made them 
CRMS also has the ability to generate detailed reports contain any information within the system. 
This is particularly useful for reporting purposes and is used on many levels including senior 
management when presenting information to Vero, POD leads and administrators when tracking the 
progress of their POD and PMs when tracking there individual progress. 
There are also a number of sub-levels to the CRMS system. An example of this is contract workflows. 
These are assigned to reinstatements but are separate items in the system. They track the progress 
of a contract from the point a Request for Proposal (RFP) is issued right through to contract 
completion and final payment. The person assigned next action something to do with the contract 
workflow can be different from that of the reinstatement that the contract workflow is attached to 
hence why it is classified as a separate item to the reinstatement. 
3.3 Aconex 
Aconex is an online collaboration platform17 specially developed for engineering and other related 
industries such as construction and property. Aconex’s core services are: 
 Document management 
 Project communication management 
 Process management (such as bids and tenders) 
MWHM mainly uses Aconex for document and communication management.  





When uploading a new document into the Aconex system, the user must fill in a certain number of 
information fields before the upload process is complete. When a document search is conducted 
these fields will become available again and the search will return any document with the applicable 
fields. Aconex also provides the user with the ability to supersede documents with newer versions, 
however the system keeps track of these changes and doesn’t delete the old document so that if 
errors are found the person responsible is known and the correct version can be reverted to. 
The process is similar when sending an email via the Aconex system. A number of fields are required 
before the mail can be sent allowing it to be found at a later date. Communications sent via Aconex 
are permanent and cannot be deleted from the system. 
Aconex assists MWHM in the following ways: 
 Allows key documentation to be found easily 
 Allows key documentation to be updated easily and transparently 
 Allows official communications to be documented and easily retrieved 
Transparency and security are key attributes that Aconex brings to MWHM. These are essential as 
many documents and communications contain sensitive information and it also ensures that no 
party can use the excuse of not receiving a particular piece of information as the system documents 
everything. The system also ensures that external parties can only see information that has been 
sent to them rather than everything on the system. 
4. Literature Review 
4.1 Purpose of Review 
The purpose of this review is to identify key principles of program management found in literature. 
This section will then go on to discuss where the current programme and document management 
software packages used by MWHM fit in relation to the principles that are identified. 
4.2 Methodology 
The information chosen for this literature review focus on the principles behind successful 
programme management, particularly within the construction industry. Three main online academic 
journal databases were used to search for relevant information. These three databases are listed 
below: 
 International Journal of Project Management 
 Journal of Project, Program and Portfolio Management 
 Project Management Journal 
When selecting information for this review, no source published before the year 1991 was 
considered in order to ensure the information reviewed is relatively current. This has resulted in the 
oldest piece of information used in this review being published in 1991. 
When search these three databases, the following key words and phrases were used: 






The following key words and phrases were specifically excluded: 
 “Production management” 
 “Process management” 
These two phrases were excluded as information about programme management relating to 
industrial process and production is not in the scope of this review. 
A general Google search was also conducted using similar key words to those above. 
4.3 Results and Findings 
Using the methods documented above, six articles were found that contained relevant information. 
The six articles were read and key information was extracted from them. This information can is 
summarized in Table 1 below. The table includes the key principles of programme management 
found in each article. This table is only a summary and full reviews of each article listed can be seen 
in the appendices of this report. 
Table 1: Summary Information from Literary Review Articles 
Article Title Author Year 
Published 






pragmatic approach  
Z. Shehu, 
A. Akintoye 
2009 The key points made by the article are: 
 Awareness and understanding of programme management in the construction industry is 
poor due to a lack of clarity in definitions. 
 Programme management is not the same as project management, but rather an integrated 
approach that can streamline the effective delivery of projects 
 Planning a group of projects with common tools and techniques is another important aspect 
of any effective programme management organization. 
A perspective on 
project management 
D. Haughey 2001 Definition of programme management: A group of related projects carried out to achieve a defined 
business objective or benefit 
 
Key desirable features of programme management systems: 
 Programme planning 
 Resource scheduling 
 Budget planning 
 Time planning 
 Progress reporting 
 Communications plan 
 Risk analysis 
 Issues management 
 Quality management 













2011 The key points made by the article are: 
 Programme management is not the same as project management and this is seen in that 
good project managers do not always make good programme managers 
 Risk management is a crucial part of programme management 
 Excellent communication skills are vital in programme management 
Program Management 
Organization Maturity 
Integrated Model for 
Mega 
Construction 
Programs in China 
G. Jia,  
Y. Chen,  
X. Xue, 
J. Chen,  
J. Cao,  
K. Tang 
2011 This article places a heavy weighting on the value of the SCMI framework as it appears in both the 









M. Thiry 2004 The key point here is the difference between programme and project management. The main difference 
being that programme management is more strategic and long term whereas project management is 
more tactical and short term. The longer term aspect of programme management means that using a 
cyclic process to improve aspects of the programme. There are two characteristics that would make 
programme management the most suitable methodology to ensure successful implementation of 
strategies; they are: 
 The concept of a cyclic process, which enable regular assessment of benefits, evaluation of 
emergent opportunities and pacing of the process. 
 An emphasis on the ‘‘interdependability’’ of projects, which ensures strategic alignment. 
 
The life cycle phases of programme management are: 
 Formulation 
 Organization 
 Deployment  
 Appraisal 
 Close out 
 
The first four phases are iterative and ensure continuous improvement of the programme. When the 
programme finally ends, only then is the close out phase entered. 
Seven Key Principles 
of Program and 
Project Success 
V.J. Bilardo 2008 the seven key principles critical to program and project success listed below: 
 
8. Establish a clear and compelling vision 
9. Secure sustained support from the top 
10. Exercise strong leadership and management 
11. Facilitate wide open communication 
12. Develop a strong organization 
13. Manage risk 





4.4 Discussion of Literature Review Findings 
4.4.1 Overview 
This section will discuss the common themes found in the literature review concerning the principles 
of project management and will then discuss where programme and document management 
software (in particular the ones used at MWHM). The common themes to be discussed are listed 
below: 
 Programme management is separate from project management 
 Successful programme management requires a culture of continuous improvement 
 Managing risk is an essential part of programme management 
 The importance of reporting 
4.4.2 Programme Management is a separate from Project Management 
Nearly all the articles reviewed acknowledge that programme management is a separate discipline 
from project management and therefore adapting project management techniques to fit 
programme management situations is unacceptable. The key difference between programme and 
project management is that the former is concerned with more long-term strategic goals while the 
latter is concerned with short-term tactics. The difference is highlighted by the fact that good project 
managers do not always make good programme managers. 
Remembering that programme and project management are two different disciplines can easily be 
related to the use of project management software packages in a programme management 
environment. It is crucial that programme management organizations realize the need for 
specialized software rather than relying on project management software to do the job. MWHM’s 
use of CRMS as their programme management package is an excellent example of this as they 
identified the need for a specific programme management system that was not available off the 
shelf and implemented their own. 
4.4.3 Successful Programme Management relies on a Culture of Continuous Improvement 
Many of the articles reviewed sate that due to the long-term nature of programme management the 
opportunities for the continuous improvement of procedures and processes are numerous. On the 
surface, this statement appears inconsistent as there are ample opportunities to continuously 
improve project management processes by reviewing what worked and what didn’t in previous 
projects and applying the lessons learnt to future ones. The obvious omission here is that projects 
often vary quite markedly, so the lessons learnt during one project may not be applicable to 
another. Following this logic, the more standardized and less complex the projects within a 
programme are the easier improvements can be made. Evidence of this can be seen in the 
automobile manufacturing industry as its processes are highly standardized and repetitive with the 
like of Toyota implementing a policy of continuous improvement with great success. 
The use of CRMS at MWHM as a programme management tool is an excellent example of the 
continuous improvement process:  
 The software provides standardization of what and how information on reinstatements is 
collected. This is because the information required to be entered into CRMS essentially is the 
same for every reinstatement.  
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 The reports that CRMS generates provide an excellent way to measure if targets are being 
met and also measure the effect of specific changes in procedures etc.  
 The ability to measure gives management greater control in making strategic decisions 
 CRMS is constantly being improved based on feedback from employee  
4.4.4 Managing Risk is an Essential Part of Programme Management 
All the articles reviewed refer to risk management as being a key component in successful 
programme management. Due to the long-term strategic nature of programmes, many of the 
associated risks have major implications in terms of organizational objectives and goals. 
Managing risk is one of the key purposes of MWHM and has many policies and process to assist in 
this purpose. Both CRMS and Aconex can be seen as tools in managing risk for the company. Due to 
the sheer amount of reinstatements that MWHM manages for Vero, it is extremely important that 
none get left behind or forgotten about. CRMS tracks the progress of every single reinstatement 
managed by the JV and this information is visible to every person in the company ensuring that 
reinstatements that show no activity for a long time can be flagged and brought to the attention of 
the appropriate person. CRMS also enables the smooth transmission of reinstatements between 
project managers in the case of a staff member leaving the company etc. This enables the new PM 
to quickly pick up where the old PM left off as all the information on the particular reinstatement is 
held in the same place. 
Aconex also assists MWHM in managing risk. The transparency of the Aconex system in both 
document and communication management is a vital part of this. The system ensures that MWHM 
does not get held wrongly accountable for miscommunication and errors in documentation as 
Aconex tracks every piece of communication sent through the system as well as all changes to 
documentation. Aconex’s security also helps MWHM manage risk as much of the information it 
contains is sensitive and Aconex will only allow external users of the MWHM Aconex network to see 
specific information.  
4.4.5 The Importance of Reporting 
Reporting on various aspects of a programme is another point that many of the articles reviewed 
highlight as important. Being able to report on the current state of all aspects of the programme is 
important for two reasons: 
 Ability to show programme progress to internal and external parties 
 Information from reports provide inputs to other crucial programme management processes 
such as 
o Programme planning 
o Resource scheduling 
o Budget planning 
o Time planning 
o Risk analysis 
Programme management software is the most crucial tool in the reporting process and the ability of 
that tool to produce detailed reports is essential. CRMS is a powerful reporting tool as it contains 
large amounts of data on the progress of every reinstatement managed by MWHM. The reports that 
CRMS generates are used by senior management for planning, reviewing the effectiveness of 
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recently adopted processes, informing external stake holders of processes and ensuring that no 
reinstatements get left behind. 
The quality of the information used in these processes is vital in ensuring they are effective. Again 
the reports CRMS produces make up a large part of the information used in these processes at 
MWHM. The quality of the information provided by these reports is somewhat subjective. In terms 
of level of detail the information is high quality as CRMS can generate reports on almost every data 
field within the programme; however sometimes the data presented is not accurate as the system 
relies on PMs entering the correct data as soon as progress is made. 
5. Criticisms 
5.1 Overview 
This section will discuss some of the perceived drawbacks in using both Aconex and CRMS. It must 
be stressed that these criticisms are from the view of a low level user over a four month period. 
5.2 CRMS 
There are three major criticisms of CRMS. These are listed below: 
 If employees aren’t keeping the system up to date with the latest data or the data is 
incorrect, the reports drawn from the system are inaccurate. 
 Sometimes the data fields have names that do not reflect what they actually mean or names 
that are ambiguous 
 Sometimes the same data must be entered multiple times 
The first criticism is not the fault of the software itself; however the fact remains that if the data is 
not current or correct the generated reports are meaningless. An employee not entering the correct 
data usually happens for two reasons: 
 The employee forgets 
 The employee is unaware that the field is required to be filled in 
 The employee enters the data into the wrong field 
That the data fields sometimes have ambiguous names and that some data must be entered 
multiple times are large contributors to the final two points above. 
5.3 Aconex 
The Aconex system is a commercially available product and therefore has been extensively tested 
and most of its flaws have been resolved. The only real criticism of the Aconex system is that often 
people (particularly external users outside of MWHM) reply to Aconex mail via normal email. This 
means that their reply is not stored on the Aconex system. 
6. Conclusions 
The two software packages that MWHM use for program and document management purposes are 
well suited in aiding the company do business more effectively. The fact that MWHM manages 
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thousands of small similar projects means keeping track of progress and information as well as 
report this data to Vero is crucial. Both software packages align with many key program 
management principles found in literature although this has shown them to be reasonably one 
dimensional as they both only offer one or two core services and there are many principles and 
processes within programme management that the software packages do not directly relate to. 
However, in the case of CRMS the core service that it does offer (reporting and tracking) is a key 
input into many other programme management processes at MWHM.  
The fact that CRMS has a number of flaws is also to be expected. The system has been designed and 
used at the same time as timing constraints prevent the closed development and then rollout of the 
system. Doing this with a software system of this size is always going to create problems, however as 
long as the users of the system are well trained many of the drawbacks are minimalized. This is 
especially true when considering entering the right data in the right field. MWHM has realized that 
CRMS is a work in progress and has taken steps to speed the process of rectifying problems. A key 
strategy the company has employed in this regard is CRMS focus groups, where selected employees 
give feedback on what is and isn’t working with the system. 
Since the reports generated through CRMS are used as inputs for many processes throughout the 
company, it is crucial that senior management in particular are aware of the limitations of the 
information in the reports. This is particularly important when how current the information is 
becomes a major factor as how current the information is relies upon PMs entering it at the time the 











University of Canterbury MEM 2012 Literature Review Form 
Title Construction programme management theory and practice: Contextual and 
pragmatic approach  
Authors Z. Shehu, A. Akintoye 
Organisation International Journal of Project Management 




Relation to Deliverable  
Summary of topics covered   
The article states that the use of programme management rather than traditional project 
management in the construction industry has become necessary to deliver benefits that would not 
otherwise be available if projects are managed individually. 
 
The article then goes on to say that awareness and understanding of programme management in 
the construction industry is poor due to a lack of clarity in definitions.  
 
The article goes on to define programme management by establishing the relationship, similarities 
and differences between programme and project management and how a lack of understanding can 
affect the implementation of programme management.  
 
The key points made by the article are: 
 
 Programme management is not the same as project management, but rather an integrated 
approach that can streamline the effective delivery of projects 
 
 It is essential for a potential programme management organisation to view and review the 
nature of their business and to establish the realisable benefits of implementing and 
practicing of the discipline. 
 
 Programme management is a highly effective vehicle for organisations handling more than 
one project to use in grouping related projects together, 
 
 Planning a group of projects with common tools and techniques is another important aspect 
of any effective programme management organization. 
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Critical Analysis  
 
Although this article raises a number of relevant points; it is more focused on reviewing the 
awareness of programme management compared to project management in the UK construction. 
The statistical research documented is therefore largely irrelevant. However, it does provide a 
number of key principles that are crucial in the successful implementation of project management. 
These points are: 
 
 Programme management is not the same as project management, but rather an integrated 
approach that can streamline the effective delivery of projects 
 Planning a group of projects with common tools and techniques is another important aspect 
of any effective programme management organization. 
 
Remembering that programme and project management are two different disciplines can easily be 
related to the use of project management software packages in a programme management 
environment. It is crucial that programme management organizations realize the need for 
specialized software rather than relying on project management software to do the job. MWHM’s 
use of CRMS as their programme management package is an excellent example of this as they 
identified the need for a specific programme management system that was not available off the 
shelf and implemented their own. 
 
The use of common tools and techniques is important has obvious ramifications in the selection of 
software packages. Being able to use a single package to manage all projects has huge benefits in 
terms of standardization and optimization and therefore management of risk. However, this is only 
applicable if the projects that make up the programme are similar enough to make standardizing 
tools and processes appropriate. MWHM is a perfect example of a programme management 
organization with many small, similar and relatively uncomplicated projects. Considering this, the 














University of Canterbury MEM 2012 Literature Review Form 
Title Attributes and levels of programme management competence: 
an interpretive study 
Authors D. Partington, S. Pellegrinelli, M. Young 
Organisation International Journal of Project Management 




Relation to Deliverable  
Summary of topics covered   
This report states that good project managers do not always make good programme managers. The 
article then looks into what makes a successful programme and lists 17 key attributes of programme 
management work in hierarchical order. 
 
The 17 attributes are listed as follows: 
• Emotional attachment 
• Disposition for action 
• Approach to role plurality 
• Relationship to team 
• Approach to conflict and divergence 
• Education and support of others 
• Use of questions 
• Expectations of others 
• Adaptive intent 
• Awareness of organizational capabilities 
• Approach to risk 
• Approach to face to face communications 
• Approach to governance 
• Attitude to funding 
• Attitude to scope 
• Attitude to time 
 
The article states however, that having and being aware of these attributes is not enough. Ideal 
programme managers will be able to tailor each of these attributes within different organizational 
levels. These levels range from delivery of programme scope through to development of the 
organization’s strategic capabilities. 
 




Critical Analysis  
The relevance of the information in this article is reasonably low as it seeks to define characteristics 
of a successful programme managers rather than principles of programme management. Obviously 
these characteristics are a lot more high level than the use of programme management software 
packages; however the following key points are still relevant: 
 
 Programme management is not the same as project management and this is seen in that 
good project managers do not always make good programme managers 
 Risk management is a crucial part of programme management 
 Excellent communication skills are vital in programme management 
 
Again, remembering that programme and project management are two different disciplines can 
easily be related to the use of project management software packages in a programme management 
environment. It is crucial that programme management organizations realize the need for 
specialized software rather than relying on project management software to do the job. MWHM’s 
use of CRMS as their programme management package is an excellent example of this as they 
identified the need for a specific programme management system that was not available off the 
shelf and implemented their own. 
 
Choosing the right software packages is a part of risk management. The purpose of most software 
packages is to treat a number of identified risks. CRMS ensures that progress of every single 
reinstatement being managed by the JV is monitored and able to be reported on enabling senior 
management to track progress and catch any reinstatement that is falling behind. Aconex manages 
two major risks: 
 Storing securely and sorting all important documentation associated with each individual 
project 
 Enabling secure communications between various parties. The communications are easily 

















University of Canterbury MEM 2012 Literature Review Form 
Title Program Management Organization Maturity Integrated Model for Mega 
Construction Programs in China 
Authors G. Jia, Y. Chen, X. Xue, J. Chen, J. Cao, K. Tang 
Organisation International Journal of Project Management 




Relation to Deliverable  
Summary of topics covered   
This article states that maturity models are an excellent way to improve organizational effectiveness 
and capability but traditional maturity models cannot deal with the complexities of Mega 
Construction Programs (MCPs) like the ones seen in China. The article seeks to define a Program 
Management Organizational Maturity Integrated Model for MCPs (PMOMIM-MCP). 
 
The organizational structure of a MCP can be broken down into three main parts; the owner (this 
includes the government appointed construction headquarters and investment companies as well as 
the project management companies), the main construction contractor and the main design 
contractor. 
The two major issues with program management of MPCs are organizational management and 
process management. 
 
More specifically the organizational management problems are: 
• Lack of experience managing MCPs 
• Poor communication 
• Functions of different organizations unclear 
• Organizational structure of government setup investment companies not mature 
• Management mechanisms of investment companies 
• Organizational culture of investment companies not mature 
• Incompetent staff in project management companies  
• Insufficient delegation to PM companies 
• Poor performance of PM companies 
 
The process management problems are: 
• Poor decision making 
• Poor feasibility study 
• Poor programme management plan 
• Poor execution of programme management plan 
• Interface management problems between projects 
• Not following capital construction procedure 
• Irregular tendering process 
• Poor cost control 
• No post-evaluation 
 
The framework for organizational management sub-model (OMS) is two dimensional; one dimension 
focuses on standardizing, measurement, control and improvement (SMCI) and the other looks at 
organizational structure, organizational culture, technology reserve and human resources. 
 
The frame work for the process management sub-model (PMS) is three dimensional; one dimension 
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relates to SMCI, one relates to key knowledge areas such ask risk, time scope management while the 
final dimension is related to the different stages in the MCP lifecycle from initiation and planning 
through to delivery and closure. 
 
SMCI represents how mature a particular part of the organizational or process management system 
is and shows the way forward to a higher level of maturity.  
 
The article also stresses the importance of appropriate programme information management 
systems as part of an organization’s technology reserve. 
Critical Analysis  
Programme management of MCPs is rather different from programme management at MWHM as 
MCPS involve extremely large, complex and novel projects where as MWHM manages a high 
number of small and relatively simple projects. Because of this a number of points made in this 
article do not apply to MWHM as they are specifically related to the management of MCPs and not 
programme management in general. However, there is still one key point that is extremely relevant. 
 
This article places a heavy weighting on the value of the SCMI framework as it appears in both the 






The use of CRMS at MWHM as a programme management tool is an excellent example of the SCMI 
framework in use:  
 The software provides standardization of what and how information on reinstatements is 
collected. This is because the information required to be entered into CRMS essentially is the 
same for every reinstatement.  
 The reports that CRMS generates provide an excellent way to measure if targets are being 
met and also measure the effect of specific changes in procedures etc.  
 The ability to measure gives management greater control in making strategic decisions 
 CRMS is constantly being improved based on feedback from employee focus groups 
 
Information is a key input into the following areas of programme management that were also 
identified as major problems within programme management of MCPs: 
 Communication 
 Decision making 
 Post evaluation 
 
The quality of the information used in these processes is vital in ensuring they are effective. Again 
the reports CRMS produces make up a large part of the information used in these processes at 
MWHM. The quality of the information provided by these reports is somewhat subjective. In terms 
of level of detail the information is high quality as CRMS can generate reports on almost every data 
field within the programme; however sometimes the data presented is not accurate as the system 






University of Canterbury MEM 2012 Literature Review Form 
Title ‘‘For DAD’’: a programme management life-cycle process 
Authors M. Thiry 
Organisation International Journal of Project Management 




Relation to Deliverable  
Summary of topics covered   
This article states that there is a distinct lack of literature specifically regarding programme 
management as opposed to project management and goes on to say that they are two different 
disciples. It also states that programme management is more aligned with longer term strategic 
management rather than the short term tactical view of project management.  
 
There are two characteristics that would make programme management the most suitable 
methodology to ensure successful implementation of strategies; they are: 
 The concept of a cyclic process, which enable regular assessment of benefits, evaluation of 
emergent opportunities and pacing of the process. 
 An emphasis on the ‘‘interdependability’’ of projects, which ensures strategic alignment. 
 
The life cycle phases of programme management are: 
 Formulation 
 Organization 
 Deployment  
 Appraisal 
 Close out 
 
The first four phases are iterative and ensure continuous improvement of the programme. When the 
programme finally ends, only then is the close out phase entered. 
Critical Analysis  
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Again, the key point here is the difference between programme and project management. The main 
difference being that programme management is more strategic and long term whereas project 
management is more tactical and short term. The longer term aspect of programme management 
means that using a cyclic process to improve aspects of the programme. 
 
Again, CRMS is a perfect example of this process from two angles. Firstly, the software itself is 
continually being improved and secondly, CRMS’s reporting functions play an important part in 









University of Canterbury MEM 2012 Literature Review Form 
Title Seven Key Principles of Program and Project Success 
Authors VJ Bilardo 
Organisation NASA 




Relation to Deliverable  
Summary of topics covered   
To support two of its major programs, NASA organized for a number of leading program managers 
and systems engineers for industry, academia and government to conduct a series of investigations 
into essential elements of successful programs.  The result was the seven key principles critical to 
program and project success listed below: 
 
8. Establish a clear and compelling vision 
9. Secure sustained support from the top 
10. Exercise strong leadership and management 
11. Facilitate wide open communication 
12. Develop a strong organization 
13. Manage risk 
14. Implement effective systems engineering and integration 
 
Critical Analysis  
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As this article was written mainly for many advanced technology aerospace programs undertaken at 
NASA some of these points do not relate very well to MWHM. However, CRMS and Aconex can be 
seen to assist in the pursuit of the following principles: 
 
1. Secure sustained support from the top 
2. Manage risk 
 
Vero Insurance are the sole customers of MWHM and therefore can been effectively seen as the 
highest level of management. This means that ensuring that Vero continue to see what MWHM does 
as adding value to its organization is vital. CRMS provides an excellent way from senior management 
at MWHM to report on the progress of the entire program. The reports can be complied with 
varying levels of detail specifically tailored for individual audiences and specific aspects can be 
focused on when necessary. This level of detail in reporting goes a long way to ensuring Vero are 
kept up to date with what they deem the important aspects of the program. 
 
Managing risk is one of the key purposes of MWHM and has many policies and process to assist in 
this purpose. Both CRMS and Aconex can be seen as tools in managing risk for the company. Due to 
the sheer amount of reinstatements that MWHM manages for Vero, it is extremely important that 
none get left behind or forgotten about. CRMS tracks the progress of every single reinstatement 
managed by the JV and this information is visible to every person in the company ensuring that 
reinstatements that show no activity for a long time can be flagged and brought to the attention of 
the appropriate person. CRMS also enables the smooth transmission of reinstatements between 
project managers in the case of a staff member leaving the company etc. This enables the new PM 
to quickly pick up where the old PM left off as all the information on the particular reinstatement is 
held in the same place. 
 
Aconex also assists MWHM in managing risk. The transparency of the Aconex system in both 
document and communication management is a vital part of this. The system ensures that MWHM 
does not get held wrongly accountable for miscommunication and errors in documentation as 
Aconex tracks every piece of communication sent through the system as well as all changes to 
documentation. Aconex’s security also helps MWHM manage risk as much of the information it 











University of Canterbury MEM 2012 Literature Review Form 
Title A Perspective on Programme Management 
Authors D. Haughey 
Organisation Project Smart 




Relation to Deliverable  
Summary of topics covered   
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This article looks at the programme management process and makes a strong case for the purchase 
of a programme management solution/ software package. The article can be broken down into the 
following sections: 
1. What is programme management? 
a. Definitions 
b. Objectives 
2. Programme management processes 
a. Framework 
b. Stages of project management 
3. Research into user requirements 
4. Available solutions 
 
The first section gives a number of definitions of programme management and what it seeks to 
achieve for an organization. The final definition is as follows: “A group of related projects carried out 
to achieve a defined business objective or benefit.”   
 
The next section gives a framework in which programme management can operate. The framework 
has the following key areas: 
 Vision 






 Benefits realisation 
 
This section also goes on to define the four key processes of programme management as follows: 









3. Programme delivery 
a. Monitor and control 
b. Progress reporting 
c. Health check 
d. Risk management 
e. Issue management 
4. Programme closure 
 
The next section of the article contains research conducted via a survey of 25 participants 
establishing what people want from programme management systems. The key features looked-for 
are outlined below: 
 Programme planning 
 Resource scheduling 
 Budget planning 
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 Time planning 
 Progress reporting 
 Communications plan 
 Risk analysis 
 Issues management 
 Quality management 
 Programme health check 
 Reporting 
The final section of the article goes on to review a number of commercial programme management 
software packages available at the time of publishing. These are listed below: 
 Hydra 
 PlanView 
 Artemis Views 
 Microsoft Project 98 
 
All of these products are now outdated and have been replaced with new versions or discontinued. 
 
Critical Analysis  
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For the sake of this report I will focus on the penultimate section of the article that outlines the key 
features that people want in programme management software packages according to the research 
conducted.  
 
As stated previously, one of the major strengths of CRMS is its reporting abilities. Two of the key 
features identified by the research involved reporting and in this respect CRMS is an excellent piece 
of programme management software. The reports that CRMS generates can also be used for inputs 
into the following processes identified as key features: 
• Programme planning 
• Resource scheduling 
• Budget planning 
• Time planning 
• Risk analysis 
• Programme health check 
 
It must be noted that these reports are only inputs as the software doesn’t supply the tools to 
complete the entire processes. In this way CRMS can be thought of as reasonably one dimensional as 
it does not offer many other functions other than progress tracking and reporting. However, the 
functions that it does perform are usually done very well. 
 
As this article solely focuses on programme management software it is difficult to draw comparisons 
to the Aconex system used at MWHM. The communications plan is the only partially relevant 









C. Effective Communication between 
Multiple Stakeholders 
1. Introduction 
“We are not in the project management business; we are in the communication business.”18 This 
statement highlights the importance of effective communication at MWHM. Due to the fact that all 
of the projects that MWHM manages are funded by Vero Insurance the number of primary 
stakeholders increases compared to most standard construction projects making the ability to 
effectively communicate between multiple stakeholders an essential skill for MWHM employees, 
particularly the project managers. This report will identify what effective communication is and why 
it is important as well as discussing the methods used by project managers within the commercial 
division of MWHM. 
2. Background 
2.1 Defining Effective Communication 
The attributes of effective communication can be defined by the “7 C’s of Communication”.19 These 
attributes are listed below: 
 Correctness: Ensures all information is correct 
 Clarity: Ensures all information is easily understood 
 Completeness: Ensures all essential and relevant information is included 
 Conciseness: Ensures that information is to the point and not unnecessary 
 Consideration: Ensures the information is of use to the recipient 
 Concreteness: Ensures that the sources of the information are reliable 
 Courtesy: Ensures the information is transmitted in a way to maintain positive relationships 
2.2 The Importance of Effective Communication and the 7 C’s 
2.2.1 Overview 
“…The importance of communication cannot be overemphasized in managing projects”.20 Many 
projects fail due to lack of effective communication between relevant parties and this becomes more 
prevalent as the number of relevant parties increases. Ultimately, effective communication allows 
relevant parties to make informed and decisions and take decisive action during the project lifecycle. 
This section will look at each of the seven C’s and discuss why they are crucial to successful project 
management.  
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Ensuring the information that is communicated is correct is important for the following reasons: 
 Time will not be wasted 
 Professional reputations will remain intact 
Correct information ensures that the decisions made and actions taken based on that information 
will not need to be revisited or changed when the correct information comes to light. Also, once a 
particular party provides incorrect information its reputation will be tarnished in the eyes of the 
other stakeholders, especially if the information is crucial. This can lead to other parties mistrusting 
information provided by a particular stakeholder and they may double check all future information, 
thus wasting valuable time. 
2.2.3 Clarity 
Clarity is an essential part of effective communication because it ensures that the information is 
easily understood by all parties. The key concept of clarity in communication is a logical flow of ideas 
so that information is easy to interpret. This is especially necessary with the information being 
transmitted is technically complex or the volume of information is large such as technical 
engineering reports. 
2.2.4 Completeness 
Completeness of information is crucial when decisions are being made based on the information 
provided. Completeness ensures the following: 
 Decisions will not need to be revisited based on lack of supporting information 
 Time will not be wasted requesting additional information if it is transmitted in the first 
instance 
2.2.5 Conciseness 
If the information being transmitted is concise, the likelihood of it actually being taken on board by 
the recipient(s) is far greater. Often, most if not all stakeholders in a particular project will be 
extremely busy people and organizations and will not have the time to digest large pieces of 
information. Ensuring that only relevant information is communicated and this information is 
conveyed as obviously as possible is essential. A good example of this is the executive summary of a 
large report that summarizes the key information in the report. 
2.2.6 Consideration 
Considering the recipient of the information you are communicating is also essential. Consideration 
ensures the following: 
 The information is appropriate the level of understanding of the recipient 
 The information is relevant to the recipient 
These points are important because often the level knowledge on a particular subject will vary 
across the stakeholders in a particular project. Also, not all project information is relevant to a 
particular stakeholder, and bombarding a stakeholder with irrelevant information will increase the 




Ensuring the sources of your information are reliable before the information is transmitted is crucial 
in communicating effectively. The reasons for this are the same as ensuring your information is 
correct in that it saves time and embarrassment. 
2.2.8 Courtesy 
Many people view the final point in this list as far less important than the others. However, 
communicating information in a courteous way is essential in maintaining productive working 
relationships. Some people think of industries such as construction as emotionless and practical 
where logic and reason always prevail. This is not the case simply due to the fact that people are 
involved, and people have emotions. If a particular stakeholder believes they are being talked down 
to or not being taken seriously, they can quite easily become despondent, unmotivated and in some 
extreme cases malicious towards the project. 
3. Effective Communication at MWHM 
3.1 Overview 
The project managers of the commercial division at MWHM are required to communicate with a 
variety of stakeholders. The main groups are listed below: 
 Owner of the building/insurance policy holder (The principle) 
 Contractors 
 Vero Claims Handlers 
 Loss Adjustors 
This section of the report will discuss how MWHM communicates with each of these groups and 
which of the 7 C’s are most relevant to each. Obviously, all the 7 C’s are important when dealing 
with every one of these stakeholders, however so the C’s are more important than the others. 
3.2 The Principle 
The key points of the 7 C’s to remember when communicating with the principle are Consideration 
and Clarity. Many of these people have little knowledge of the construction industry and therefore 
insuring that information is communicated without the use of unnecessary construction jargon is 
essential. Clarity is also extremely important as to an outsider; the reinstatement process the 
MWHM follows can be extremely complicated. The principle is asked to make a number of key 
decisions in the process, especially at the beginning of the pre-construction phase. This where clarity 
is extremely important so the principle knows exactly what is required. MWHM ensures both 
consideration and clarity are used as there is a mandatory meeting at the beginning of the pre-
construction phase between the MWHM PM and the principle to inform them of the options. 
MWHM provides the PM with a standard meeting agenda that covers all the essential points clearly 
and in a way that the claimant understands. MWHM also encourages the senior PMs to take junior 
and assistant PMs to these meetings so they learn to communicate effectively with the principle. 
3.3 Contractors 
For the sake of this report, contractors include all construction industry professionals such as 
engineers and architects as well as construction company employees. As the capacity of the 
59 
 
construction industry in the Canterbury region increasingly struggles to keep up with demand, 
maintain positive relationships with contractors will be a priority for MWHM.  Therefore, 
courteousness is essential when dealing with them. Due to the amount of work that will become 
available in the region, a disgruntled contractor may simply refuse to offer their services to MWHM 
and take work elsewhere. MWHM realizes this is paramount and constantly stresses the importance 
of positive contractor relationships to its PMs. 
Completeness of information is also vital as MWHM is responsible for supplying the contractor all 
the information gathered in the verification phase of the reinstatement. This includes ensuring all 
technical reports such as structural and geotechnical engineering reports are included. MWHM’s 
document management software ACONEX ensures that all the information relating to a particular 
reinstatement is easily accessible and transmittable by the PMs. 
3.4 Claims Handlers 
Claims handlers are Vero Insurance employees appointed to oversee individual reinstatements and 
approve payments. Ensuring the information provided to the claims handlers is both correct and 
complete is essential. Understandably, the claims handlers are reluctant to give away Vero’s money 
until they are absolutely sure it is warranted. Correctness and completeness are essential here 
because getting claims handlers to approve allotments of money can be time consuming even if 
everything goes smoothly. Due to the fact that the claims handlers are very thorough in the first 
place, if they lose confidence in the information being provided to them is either incorrect or 
incomplete the approval process time will increase dramatically.  
Again, MWHM’s document management system is extremely helpful here. MWHM also ensures the 
correctness of the information it provides to the claim handlers when requesting funds be made 
available as the information goes through a number of review steps before it is presented to the 
claims handler. An example of this is the review process a contract will go through before it is 
presented to the claims handler so they can make the funds available for it. The steps are listed 
below: 
1. Contract is reviewed by procurement 
2. Contract is reviewed by QS team 
3. Contract is reviewed by PM and sent back to contractor to make amendments 
4. Updated is reviewed by a contracts approval board 
5. Contract is sent to the claims handler 
3.5 Loss Adjustors 
To assist in determining what damage is covered under the principles policy, Vero appoints loss 
adjustors to each reinstatement. Loss adjustors’ main role is to approve the scope of the works to be 
carried out. They will frequently accompany the PM to site in the verification and pre-construction 
phases of the reinstatement and will sign-off on any requested variations to the contract during the 
construction phase. Concreteness and correctness of information is important when dealing with the 
loss adjustors because they attend site regularly and will easily find out if the information given to 
them is accurate. Gaining the loss adjustors trust in the information provided is crucial in speeding 
up many of the approval processes. As with claims handlers, MWHM’s review processes of crucial 




Effective communication with multiple stakeholders is an important part of MWHM’s business. This 
is especially true for the PMs employed by the company. On the whole the PMs in the commercial 
division of the company communicate extremely well with other stakeholders. Particularly, the PMs 
communicated well with the claimants and the contractors. This is mainly because most PMs have 
many years of experience in the construction industry prior to working for MWHM and are used to 
dealing with these types of stakeholders. In contrast to this, dealing with the claims handlers and 
loss adjustors is a novel concept to many of the PMs and this can be seen sometimes when claims 
handlers and loss adjustors are left out of the communication loop. MWHM management have 
identified this and are bringing in mandatory fortnight updates of claims handlers and loss adjustors 
by the PMs to rectify this lack of communication. 
MWHM’s training of junior and assistant PMs in communication is excellent as they encourage 
mentoring from the senior PMs and providing structured templates such as meeting agendas to 























D. Risk Management: Comparison of 
Theory to Practice 
1. Introduction 
Often ideal techniques and theories learnt in the classroom differ slightly from that of the real world. 
There are numerous reasons for this however they usually centre on the fact that the classroom 
theories take into account a finite number of situations where as the in the real world every 
situation is slightly different. This report will compare a number of risk and project management 
theories learnt during the course of the Master of Engineering Management (MEM) degree with 
situations encountered whilst working for the project management office (PMO) MWH Mainzeal 
(MWHM). 
2. Risk Management 
2.1 Overview and Description 
The following sections will describe the basic concepts of the theoretical risk management process 
as defined in the standard ISO 31000:2009 learnt during the MEM and compare them to experiences 
gained whilst working at MWHM. 
According to the standard ISO 31000, the Risk Management process can be broken into the 
following parts21: 
 Communication and consultation: Includes both external and internal stakeholders. 
 Establishing context: Includes the statement of objectives, definition of internal and 
external criteria when managing risk, setting of scope and risk criteria for the remainder of 
the process. 
 Risk Assessment 
o Risk Identification: Identifies all possible risks, both positive and negative as well as 
risks from not pursuing particular courses of action. 
o Risk Analysis: Develops an understanding of the risk, its causes, consequences and 
the probability of its occurrence. 
o Risk Evaluation: Makes decisions based on the results of the risk analysis about 
which risks need to be treated based on guidelines set out in the context.  
 Risk Treatment: Prescribes treatment strategies to mitigate negative effects of risks and 
capture the positive ones. 
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 Monitoring and review: Provides feedback to ensure the risk management process can 
improve. 
Figure 1 below gives a visual representation of how the individual parts are related to one another. 
 
Figure 1: Diagram of the Risk Management Process
22
 
2.2 Risk Management at MWHM 
2.2.1 Overview 
In reality, MWHM’s core purpose is to reduce risk for Vero Insurance in the wake of the recent 
Canterbury Earthquakes. Vero have realized that involving themselves directly in the reinstatement 
process poses great risk to the company as they have little knowledge of the construction industry. 
Hence Vero employs MWHM to be a buffer between them and the coal face. 
Almost every process that MWHM has in place is to minimize risk. However, most risk management 
strategies and decisions are formulated at a senior management level i.e. the level above POD lead. 
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This means that the risk management required by PMs is usually prescribed and is part of the risk 
treatment process. Management have decided to take this course of action as PMs will manage 
many small value similar projects rather than only a few unique high value ones. Therefore, 
standardization of processes that include risk management strategies is the safest option. However, 
PMs do also play a part in the monitoring and review process as they are often best placed to give 
feedback on how certain risk treatment strategies are working as they are the ones implementing 
them. 
2.2.2 PM Roles in the Risk Management Process 
2.2.2.1 Risk Communication with Contractors and Policy Holders 
One key role of the PM in the risk management process, is communicating the various risks to both 
the principle and the contractor. This is extremely important because when the contract is signed it 
is solely between the contractor and the principle. This is a key risk mitigation strategy employed by 
MWHM on behalf of Vero and means neither company are a party to the contract, thus removing a 
large amount of legal and financial risk.  
2.2.2.2 Maintenance of Contractor Relationships 
Another key aspect of risk management under taken by the PMs that is not overly prescribed by 
senior management is the maintenance of key relationships with contractors. Contractor capacity is 
a huge risk to MWHM and therefore Vero. As the Canterbury rebuild gets underway the capacity on 
the construction sector in the region will become increasingly strained meaning possible delays in 
getting works completed. This risk has been identified as an important one and number treatment 
strategies have been put in place e.g. having a contractor relationship manager assigned to each 
contractor for a formal line of communication. However, the PM communicates with contractors on 
a daily basis and therefore is crucial in maintaining these relationships. 
2.2.2.3 Providing Feedback 
PMs at MWHM are an integral part of the monitoring and review process. They are well placed to 
comment on many of the risk mitigation strategies employed by the company as they are often 
required to implement them. MWHM realises this and constantly request feedback from the PMs 
especially when new strategies are put in place. This method has two benefits. Firstly it gives senior 
management valuable information on whether or not the mitigation strategies are working before it 
is too late and secondly it fosters good will between the PMs and senior management. 
3. Summary Table 
The table below summarizes the findings when theoretical risk management learnt in during the 
MEM programme is compared to actual risk management observed while working at MWHM. 
Table 1: Summary of comparison between theoretical and practical risk management 
Component of Risk 
Management Process 








Establishing Context Yes, it is evident 
through briefings by 
senior management 
Senior Management There are no 
differences here apart 
from the fact that this 
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that a context has 
been established and is 
reviewed constantly 
is only done at senior 
management level 
rather than the PM 
level.  
Risk ID Yes, again through 
briefings by senior 
management it is clear 
that the identification 
of risk is an important 
and on-going process 
Senior management There are no 
differences here apart 
from the fact that this 
is only done at senior 
management level 
rather than the PM 
level. 
Risk Analysis The risk analysis 
process is not overtly 
visible, however it is 
assumed to take place 
as risk evaluation 
cannot happen 
without risk analysis 
Senior Management Differences between 
theory and practice are 
difficult to comment 
on for this process as 
the methods used by 
the company are not 
overtly visible. Again 
however, senior 
management are the 
only staff involved 
rather than the PMs. 
Risk Evaluation This process definitely 
takes place as senior 
management usually 
have a certain risk that 
they stress as more 
important than others 
Senior management There are no 
differences here apart 
from the fact that this 
is only done at senior 
management level 
rather than the PM 
level. 
Risk Treatment This processes 
definitely happens as a 
number of risk 
treatment strategies 
can be seen in action 
on a daily basis 
Senior Management 
Most other staff 
members 
The key difference her 
is that while most staff 
members are involved 
in this process, Senior 
Management are the 
only ones involved 
with actually devising 
the treatment 
strategies. Other staff 
members are involved 
only in the 
implementation of the 
treatment strategies. 
Monitoring and Review This process definitely 
occurs as many of the 
original treatment 
strategies are modified 






facilitating and taking 
action on this process, 
all other staff are 
crucial in providing the 








As Vero Insurance believes that MWHM’s core purpose is to mitigate risk, it is unsurprising that most 
of the risk management process is the responsibility of senior management and the PMs only have 
roles in a handful the steps in the process. Project and risk management theory states that one of 
the core roles of the PM is to manage risk during the project. This is at odds with what can be seen in 
MWHM. However, the crucial reason for this is that theory assumes that the projects being overseen 
by the PM are large one-off projects rather than a series of smaller repetitive ones. This allows for 
many processes to be prescribed and standardized, thus greatly minimizing the risk. However, this 
standardization can have a negative impact on employee morale, particularly in the case of the 
project managers. Many of the PMs are used to managing risk themselves and having more 
authority in general and the prescriptive nature of the work could lead to boredom in the case of 
PMs with vast experience. 
The basic risk management process however, seems to be generally followed by the senior 
management with the essential stages along with evidence of each outlined below: 
 Establishing the context: This would have been done at the beginning of the venture 
 Risk Assessment: This obviously takes place as risks are given more importance to others 
through the prescribed treatment strategies 
 Risk Treatment: Many of the treatment strategies heavily involve the PMs  
 Review and Communication: Many of the treatment strategies implemented are adjusted, 
suggesting there is some sort of feedback process in place. Also, the PMs and other 
employees are encouraged to give feedback on processes. 
 
 
